The issue of evaluating the Information and Communications Technologies (ICTs) intangible impacts remains to be unresolved, especially when it comes to evaluating the impacts of ICTs on non-user beneficiaries. The telecentres have been established to disseminate knowledge from basic to advanced level, stimulating the socio-economic status of the underprivileged communities. After a thorough review of the literature, it is found that researchers paid much more attention towards evaluating traditional measurable impacts of telecentre (from both users and non-users perspectives) such as income, health, education. Albeit very few studies have identified non-measureable intangible impacts on users such as psychological wellbeing and empowerment, non-measureable intangible impact particularly from the non-users perspectives have largely been neglected. Telecentre has been existing for almost more than two decades, now the question is, are the nonmeasurable impacts important? Hence, we believe an alternative qualitative research methodology (The Most Significant Change) will help to evaluate the intangible impacts of ICTs perceived by its non-users such as (self-esteem, self-confidence, feelings of happiness and pride). These stories-based approach can produce diverse, unexpected and emergent impacts from the community's social perspectives, which might not be catered for by using other orthodox research approaches based on success related pre-stated indicators.
INTRODUCTION
The objective of this concept paper is to identify the extent to which the research studies identified ICTs impacts (both tangible and intangible) on users and non-users. The initiation of telecentre projects has been successfully undertaken in many developing countries [35] , and has been recognized as playing a significant role in stimulating their socio-economic development. It demonstrates that telecentres are found as gateways to technologies, which have potential to enable beneficiaries to enhance their social wellbeing and economic status. However, after a thorough review of the literature it is demonstrated that the researchers paid much more attention towards measuring the tangible contributions of ICT use. However, the other unquantifiable intangible contributions from the non-users perspectives were found neglected. Could these unquantifiable intangible impacts be more important for community wellbeing development and growth such as selfesteem, sense of self-confidence and growth of their capabilities, self-worth. Especially given that these intangible impacts of telecentres on people's well-being analyzes the mechanisms by which access to meaningful information can enhance people informational capabilities, as well as lead to improvements in human and social capabilities. Proponents of ICTs highlighted that intangible impacts of ICT (such as self-esteem, empowerment, and social cohesion) are important outcomes from a developmental perspective [18] . Reimer (2002) expressed his views about social cohesion that cohesive people can "respond collectively to achieve valued outcomes and to deal with the economic, social, political, or environmental stresses (positive or negative) that affect them" [31] . One recent study recommended a set of non-measurable intangible impacts, which needs to be measured, e.g. encompass empowerment, self-esteem, and sense of self-worth, at the individual level, and social cohesion and strengthening of social fabric, at the collective level [18] . The context of the telecentre intangible impacts can be seen to have positive impact on the individuals' empowerment, personal development, attitude, and behavior. Thus, due to their close relation with psychological well-being, they are considered to be important intangible outcomes which is hard to be measured quantitatively but can be expressed qualitatively. As such, it is significant to look at the non-measurable intangible impacts of telecentre on non-users, which might add to the understanding of non-intangible impacts of Information and Communication Technologies and Development (ICTD) interventions. Thus, it would be of significant value to study the non-quantifiable intangible impacts of telecentres on non-users.
Measurement of Tangible and Intangible Impacts of Telecentres on Rural Communities
Ghazala Tabassum The existing studies insights reflect that ICTs have real tangible and intangible impacts on community inhabitants. Regarding the ICTs beneficiaries, earlier researches affirmed that both users and non-users perceived positive impacts in multiple socio-economic domains of their lives [33] . This reflects that impacts of ICT are not only limited to users but the non-users also perceive the same benefits indirectly through friends and family being the direct users of telecentre. Hence, there is some literature on the telecentres indirect impacts which demonstrates that indirect impacts on non-users were found in various ways such as; non-users gained potential benefits from their friends and relatives' use of public-access services. While those nonusers were unable to use the Internet primarily due to lack of literacy skills, but achieved benefits with the help of others who acted on their behalf in telecentres (as proxy). The definitions of intangible and tangible impacts are guided by the earlier literature, which highlights both non-measurable and measurable impacts of ICTs. These relevant definitions are presented next: Intangible and Tangible impacts: Intangible impact can be defined as benefits perceived by a user or a non-user in terms of value of telecentres in the enhancement of its self-esteem and strengthening of social fabric. On the other hand, tangible impacts can be defined as benefits perceived by a user or a nonuser in terms of financial and human capital gains that are easily measured in terms of real value creation and its tangible impact on household or business income, greater job opportunities.
User and Non-user:
A user of telecentres is defined by Chilimo (2008) as that who has a direct contact with the telecentre and has visited the telecentre in search of a specific service or type of information. Chilimo (2008) also defined a non-user as that person, who has never visited the telecentre or has never used any services offered by the telecentre [9] . However, a number of non-users have indirectly benefited by having regular contact with the users of telecentre to obtain valuable and meaningful information available on internet.
KEY QUESTION
The question posed in this paper is; Are all impacts of telecentres measurable? Are all impacts of telecentres important to be measured? If yes, then why intangible impacts of telecentres on non-users are not examined in terms of their value to the individual and the community?
METHODOLOGY OF LITERATURE REVIEW
To ascertain relevant studies for the review, we retrieved reports, articles from online database focused on ICT and development from the rural community perspectives from which we selected recently published research case studies from various countries to identify level of direct or indirect impacts on ICT beneficiaries' lives (both users and non-users). This literature review is based on two main reasons; firstly to review the existing literature on the impact of ICTD interventions on community development, and assesses the level to which existing literature contributed to the scholarly research. Secondly, to look at existing published case studies that focused on the contribution of ICT (both tangible and intangible) in community development in particular. This led to identification of apparent gap in existing researches. The findings of this review are presented in the next section.
RESEARCHERS CONCERN OVER INTANGIBLE IMPACTS
The literature review highlights that much work (of evaluating ICT impacts done to date) is based on measurable impacts, whereas the most difficult non-measurable intangible impacts were found neglected especially from the non-users perspectives. Some researchers predicted that it is possible that the seeds of much of the ICT-enabled community empowerment and social capital were present and we did not see them in spite of the variety of mechanisms we used to gather our data. It is possible that the use of computers and the Internet for social change is not happening in public spaces, but rather in the private spaces of organizations, schools, homes, and workplaces [18] . Another more recent study pointed out that the impact of ICTD only focused on measurable impacts such as income or economic growth, education and health rather than on nonmeasurable impacts, which can be easily missed [19] . Other researchers have acknowledged the challenges and pointed out about the evaluation of social empowerment "it is much more difficult to assess people's self-esteem, than their ability to read and write" [15] . This represents a particular challenge to gather data on the non-material aspects of people's wellbeing. Gomez, in his earlier study (2008) , indicated that intangible impacts of ICT on human development are also especially difficult to measure but are crucial measures of social impact [16] . However, it is quite difficult to conceptualize the real value of intangible impacts especially when it comes to evaluating the ICTD interventions' growing impacts, which continues unsolved especially when trying to include non-traditional development measures beyond economic growth such as empowerment and social capital [19] . The most recently published extensive report by the University of Washington on the "impacts of public access to ICT" on users and non-users suggested to fully understand the dynamics of public access impacts on non-users [33] . The researchers argued that it is not enough to place emphasis only on the tangible and quantifiable benefits of ICT, which are easily measurable. It is equally necessary to understand the concept of telecentre contribution from both tangible and intangible perspectives perceived by users or nonusers. However, there are some studies that shed light on nonmeasurable intangible impacts of ICTs on the direct users' lives that divulges the need for comprehensive study and gauge intangible contributions of ICT such as self-esteem, aspirations, social capital, and empowerment [6] , [14] , [15] , [23] , [28] , [16] , [18] . Therefore, if we look at literature, there are plenty of empirical evidences available on the measurable tangible impacts of telecentre on users and non-users beneficiaries. This shows the phenomenal contribution of ICTD interventions in rural social economic development. However, there are few empirical evidences of intangible impacts of telecentres.
Empirical Evidences of Telecentre Tangible and Intangible Impacts
The following are the few empirical evidences of tangible impacts, which enhanced the socio-economic status of the users and non-users beneficiaries. Such as increased awareness on seeking online job and increased income [5] , [33] , improved access to civic activities [5] , [7] , [29] , [33] , [12] , improved postal services, & online bill payments [29] , [36] , increased trade and marketing opportunities [7] Increased awareness about latest banking transaction [10] , [20] , [36] , Increased small business scale income [3] , [4] , [14] . Improved users working skills [8] , [22] , enhanced ICT skill and knowledge [13] , [10] , [25] , [32] , enhanced youth skills and their capabilities [1] , improved level of education [2] , [5] , [22] , [25] , [30] , [33] , [10] , [12] , [17] , enhanced remittance services [33] ,increased household income [41], improved health [33] , [36] , improved service of communications & leisure [33] . Following are the empirical evidences of ICTD interventions' of intangible impacts, which are identified on direct users' beneficiaries. This enhances community development and their social well-being in certain ways. Such as increased self-confidence [3] , increased community interaction [3] , [21] , positive attitude of respondents' towards the ICT development 12], [21] , [30] , strengthened decision-making power [2] , enhanced self-esteem [7] , [3] , increased sense of belongingness [7] , [3] , improved better sense of connectedness [7] , [27] improved personal relationships [17] ,greater feelings of possessions experienced by youngster [36] .
DISCUSSION
The growing body of literature shows that the main emphasis of the researchers was on measuring the tangible impacts of ICTD interventions on users and non-users beneficiaries' social and economic development aspects while the other more important intangible outcomes which are directly associated with the digital networks were found to be overlooked from non-users perspectives. Gomez & Pather (2012) expressed their view on the impacts of ICTD interventions and the tangible impacts, that researchers have been so focused on, are in fact facilitated and preceded by the intangible impacts on which researchers have not been focused on. Thus, we have expended our energies on evaluating impacts, which are too far down the impact timeline, and this has contributed to the fuzziness, which belies the linking of ICTs with development [18] . One researcher expressed that ICTs intangible impacts are quite difficult to measure, yet these are significant measures of social impacts [16] . However, researchers argued that it is important to evaluate the intangible, non-instrumental, unquantifiable impacts of ICT in development context [18] . Telecentres provide various benefits in a variety of ways for community inhabitants, thus users with sufficient skills were found to have made constructive use of it. On the other hand, non-users who had never been exposed to computers were also found to have obtained potential benefits through their friends and relatives who were direct users of telecentres. From the community's perspectives, the telecentres' measurable tangible impacts on users and non-users socioeconomic aspects are clearly defined, while non-measurable intangible impact on non-users beneficiaries require longitudinal study to dig down the intangible positive impacts of telecentres on the community inhabitant's development.
PROPOSED METHODOLOGY FOR FUTURE RESEARCH WORK
The current study sheds light on the telecentre's intangible benefits as a contribution to fully understand the dynamics of impact of telecentre on non-users related to the psychological wellbeing such as self-esteem, sense of self-confidence, happiness and pride. Therefore, to evaluate the intangible impacts of ICTD interventions, this study propose to use a qualitative methodology the "Most Significant Change (MSC)" that shall help in exploring those hidden non-measureable intangible impacts perceived by non-users which other conventional methodology could not explore in the past. As MSC is a participatory monitoring and evaluation technique, it is use for collecting, discussing & selecting stories about the significant changes that people experience resulting from a program or initiative [11] , [24] , [26] , [34] . MSC being a participatory and qualitative methodology, allows researcher to engage meaningfully with community inhabitants that shall reflect valuable evidences of such change. This future research will thus employ MSC.
CONCLUSION
It is demonstrated that non-instrumental development measures such as growth of capability, self-esteem, sense of self confidence, in accordance with their close relation with psychological well-being, are considered to be important intangible outcomes which are hard to measure quantitatively but can be expressed qualitatively, but have been found neglected thus far. Conducting this study is one way of specifying the neglected intangible impacts especially from nonusers perspectives. Isolated communities are now feeling empowered, as they are now better informed to decide and dictate their future. Thus, it provides a more viable reason to identify intangible impacts on non-users by conducting a longitudinal study. Thus, to ensure continuation and enhancement of benefits arising from telecentres, further research ought to be carried out to explore the intangible impacts of the telecentre. Thus, this study validates and ensures the logical trends and impact of telecentre through conducting a case study in Malaysia rural settlement. That shall provide a detailed picture of non-measurable intangible impacts in terms of telecentre's value to the community development in the enhancement of positive psychological wellbeing such as self-esteem, sense of self-confidence, happiness. This shall provide empirical evidences as how to strengthen the understanding of the telecentres impacts on rural communities. This shall help to improve future telecentre initiatives and find corrective measures for existing ones. Further study is required to identify the level of such impacts on the community socio-economic development.
